Abstract
Introduction
There is growing recognition in the literature over the past twenty years that occupational stress can contribute to work-related ill hea lth, with negative effects on both physical and psychological well-being (Caplan, Cobb, French, Harrison, and Pinneau, 1975 ; Perrewe and Anthony, 1990; Bohle and Quintan, 2000; Smith 2003 ). Occupational stress is also associated with reduced work output and can contribute to increased accidents, absenteeism, employee turnover and poor employee performances (Caplan, Cobb, French, Harrison, and Pinncau, 1975; Perrewe and Anthony, 1990; Spcctor. 2003 ) . Moreover, it has the potential to spill over to affect empl oyees' private life, causing maritaL friendship or community problems (Kahn and Byosiere, 1992: Sautcr. Murphy, and Hurrcll, 1990) . These outcomes of occupational stress can result in significant economic and social costs for both employers and employees {Watkins. 2003 ).
Labour, Employment and Work in N~w Zealand 2006 Recently. stress and fatigue have become more topical in New Zealand and overseas as a result of legal and regulatory controls on the levels of stress and fatigue that individual workers can endure. For example. occupational stress was officially recognised as a "hazard" (refer to Section 8) under the Health and Safety in Empl oyment Amendment Act. 2002. Such changes have been largely informed by significant developments in New Zealand 's common law as demon strated in two leading deci sions from Hi gh Court and Court of Appeal respectivelynamely Brickell v Attomcy-Gencral 1 and Attorney-, General v Gilherr (Scott-Howman and Wall s. 2003) . In essence. these cases continncd that the employer has a general duty of care to safeguard their employees not only from physical harm but also from m11n!a/ harm (ScottHo\\'man and Walls. 2003 ) . Furthermore. New Zealand and U K court cases· ' have supported the notion that counse lling alone is not sufticient to allow an employer to discharge his/her obligations under both statue and There has to be demonstrable evidence that the empl oye r has endeavou red to eliminate or iso late or minimise the so urces of stress. Therefore . the inc lusion of stress and fati gue in the Amendment to the Health and Safety in Employment Act has meant that all employers must be cognizant of the employment cond iti ons of their workers. irrespective of the type of work. and must implement systems that treat stress and fat igue as any other work pl ace hazard (refe r to the Department of Labour publication K e1· Changes to thl! H<!olth and Suji. '(l' in Employment Act. 2003 ).
However. research on occupational stress is limited as it has it has tended to focus on the ind ividual. and/or is frequentl y located within occupations that arc deemed to be "tressfuL such as nursing and policing. Th erefore. there is a need to place the indi,·idual with in the contex t of the workplace. There is also a need to in vestigate a range of employment fnetors (i.e. hea vy work loads. interperso nal rel ationships and organisational factors) and to extend the in vestigati on to include more industries.
The purpose of this paper therefore. is to draw attention to occ upational st ress amongst \\'Orkers in .. low risk industries .. that uti I ize emotion a I and aesthetic labournamel y the call centre and hospitality indust ries. Based on data from two studies. it is also intended to explore their perceptions of stress. their attitudes conceming managing stress and their responses to the inclusion of stress detailed in the HS E Amendment Act. 2002. In particular. the paper commences with an o,·ervicw of the service sector. The paper also sets out a brief outline of what is meant by .. emotional" and .. aesthetic .. labou r as we ll as arguing for a more multidimensional view of occupational stress. The paper highlights the key themes of both studies and concludes that there is a need for more research in this area. Both the hotel and call cen tre industries share a number of common features. In particular, both experience stiff regional and international competition. In each of the industries there is a focus on cost minimising strategies while at the same time improving quality of service delivery. thus creat ing an ongoing tension between trying to achieve increased targets with decreasing resources. The two industri es also share a number of common trends. These trends are:
• Hochschild ( 1983) differentiates between "surface acting" and "deep acting" of emotional labour. in that surface acti ng in vo lves a superficial express ion of the appropriate emotions while deep acting invo lving the internalizing of actual feeling along with the expression of the emotions. Hochschild ( 1983) argues that these distinctive aspects of emotional labour performed in the commercial sphere (namely commodification, the structured inequality in relation to customers and managerial imposition of feeling rules) mean that emotional labour has deeply harmful consequences for workers in the service sector. The consequences are particularly harmful because the management imposed feelings rules imply that workers are not only required put on a "surface act" to customers but are required to internalize the feelings they are meant to display (Hochschild, 1979; 1983) .
As an extension of Hochschild's analysis of emotional labour, Nickson and Warhurst (2000) suggest that employers in interactive services rely largely on the physical appearance or more specifically, the embodied capacities and attributes of those to be employed or are employed, a reality termed as 'aesthetic labour'. While Hochschild focuses on emotions and their in ternal management, the concept of aesthetic labour highlights the importance of the outward display of interactive service workers. (2000 ) fou nd that the need to look good and sound right did exist and was an emergi ng featu re of contemporary work and employment, particularly in designer retailers, boutique hotels, and style bars and restaurants, often known as 'style labour market'.
Nickson and Warhurst's (2000) work on aesthetic labour also indicates the commodification of employees' styles and the fit of that style with the image of the organizations. However, un like Hochschild's pessimistic view on emotional labour that commodification of emotion in contemporary society is dehumanizing and alienating in nature, Nickson and his colleagues (2000) argued that the commodification of these embodied capacities and attributes was often accepted by front-line workers. The acceptance of aesthetic standards also points to the fact that if workers adopt a particular style of self-presentation then they are afforded entry in the fo rm of communi ty with customers who have a similar style (Korczynski, 2002; Nickson and Warhurst, 200 I) . Moreover, employers' search fo r competitive advantage through aesthetic labour has also prompted a shift in the nature of labour market from servili ty towards " labour aristocracy" in which those workers employed as aesthetic labour in the 'style' labour market enjoy marginally higher remuneration and other benefits.
Occupational Stress
One of the major weaknesses of orthodox research on occupational stress is that it has been dominated by psychological and medical approaches which have meant that occupational stress is largely attributed to individual behaviours such as personality traits and therefore, coping mechanisms are primarily initiated and managed by the individual (Cartwright, Cooper and Murphy, 1995 ; Semmer, 1997; Parkes and Sparkes, 1998) . Authors who pursue these lines of inquiry have been criticised for their narrow focus on the individual and for fostering a 'victim-blaming ideology' rather than recognising other environmental sources of stress and investigati ng underlying problems and sol utions that incorporate a wider number of fac tors (Otto, 1985 ; Cox, 1988; van der Hek and Plomp. 1997; Cartwright and Cooper, 1997; Cooper, Dewe and O' Driscoll, 2001; Hart and Cooper. 2002) .
In addition, there has been a growmg recognition that managi ng occupational stress is complex and multifaceted, and therefore requi res a more hol istic approach. There has also been a recognition that employment factors (e.g. wages and conditions. employment relationships, company polic ies, etc.) as well as the roles played by the different interests groups (employers. trade unions and government agents) are important inclusions in understanding the complex nature of occupational stress (refer to Bohle and Quinlan. 2000; Smith 2003; Bohle. Quintan, Kennedy. and Williamson, 2004: Gold, 2005) .
Taking a more multidimensional view of stress. Cooper, Dewe and O'Driscoll. (200 I) argue that sources of stress can be grouped into three broad categories: job-speci tic sources. organisational sources and individual sources. The first two categories are external to the individual and are frequently referred to as "envi ronmenta l" sources of stress. Cartwright and Cooper ( 1997) Employee Well-being Organisational Performance
Shareholder Organisational Characterist ics Cox ( 1998) and Hart and Cooper (2002) have incorporated the six environmental sources together with some empl oyment relations features to create a model , as illustrated in Figure 3 . The key strength of their model is that it expands the notion of occupational stress by marrying some of the best aspects of psyc ho-medical perspecti ve and employment relations. Unlike conventional psyc ho-medical approaches, thi s mode l not onl y recognises the interaction between indi vidual and organisational factors and their effects on the employee's we ll-being at the mi cro leveL but it also inco rporates a strong link to organisational performance. Moreover, although a number of researchers have highlighted the negati ve impacts of occupational stress on organi sational performance in tem1s of the quality of the working environment and employee attitudes and beha vio urs, this factor is often overlooked in stress research ( Kompier, Geurts. Gn1demann. Yink and Smuldcrs. 1998: Reynolds and Shapiro, 1991 ) . At the macro leve L external factors, such as govemment legis lation and share holders' demands, influence th e core elements of the organisation, such as emp loyee perfonnance (Hart and Cooper, 2002 ) . The core elements arc also inter-related and can influence each other. For example, the organisation's policies and practices will influence how the team operates under certain cond iti ons.
By amalgamating Hart and Cooper's (2002) model with Cartwright and Cooper's ( 1997) six environmenta l so urces as well as incorporating the employment relati ons' levels of analysis. it is possi bl e to create a Two separate studies were conducted in which a qualitative approach was applied in each of the studies. In both studies case studies were developed and face-to-face interviews with participants was the primary source of data collection. The four case studies (two from hospitality and two from call centre sector) were selected to reflect the amount of diversity that exists in the respective industries.
The hotel case studies can be distinguished in terms of their business activ ities, the age and size of the business as well the type of employees, (e.g. the number of men and women workers), as outlined in Table I . Hotel A is part of an international chain and has been in operation since 200 I. The hotel tends to attract younger employees as it offers more overseas transfer opportunities. than Hotel B. Conversely, Hotel B is locall y owned, has been in operation for over 26 years and has twice the number of staff (particularly female staff) as Hotel A. However. it is important to note that Hotel A has subcontracted its housekeeping services (28 staff).
Call Centres A and B also differ from one another. On one hand, Call Centre A is a small outsourcer that handl es only outbound call s and has been in operation for 14 years. The majority of the workforce is made up of younger workers, particularly females and students ( 60% of workers are 24 years or younger). Call Centre 8 , on the other hand, is a large in-house call centre that services inbound calls, and has been in the market for 38 years. The call centre mainly attracts women looking to return to the workforce, and it has a relatively large proportion of workers aged 40-60+ years (30.8%).
As illustrated in Tables 2a and b , as there are also differentiating employment arrangements between the case studies in terms of the working hours, the different provisions, leave entitlements, the level of trade union membership and staff turnover. With reference to working hours, there is no limit on the amount of overtime workers can do in Hotel A and the breaks between shifts-8 hours -are shorter than those in Hotel B. However, there were constraints in place to make working overtime less attractive; for example there are no overtime penal rates or days off in lieu and any proposed overtime requires written authorisation from management. While the provision of breaks and access to free meals are generally the same across both hotels, the housekeeping subcontractors in Hotel A are not provided with free meals.
In Hotel B employees must have a minimum of a 12-hour break in between shifts and can only work a maximum of I 0 hours of overtime per week. However, the Hotel had a more flexible approach to working overt ime compared to Hotel A, requiring onl y mutual agreement between the employee and the supervisor for working four consecutive I 0-hour shifts. Furthermore, although both hotels complied with the basic minimum standard of leave entitlements. Hotel B went beyond leg islation by offering unlimited accumulation of special leave.
The concept of overtime is not relevant to either of these call centres. Within Call Centre A the hours are totally variable and can range from 0 to 70 hours of work a week. In Call Centre B employees are only able to work a maximum of 38 hours a week spread over four days from Monday to Sunday including a compulsory Saturday to maintain part-time employee status. In both cases. wages are always paid at the same invariable hourly rate. 
Key Findings
Certai n themes related to the research questions emerged that require further exploration -namel y:
• The perceived levels of stress • Copi ng mechani sms based on the indi vidual • So urces of stress; and • Compliance status quo.
One of the most puzzling aspects of this study was the respondents· low to moderate perceived levels of stress.
with tc' interviewees acknowledged that they had stressrelated heal th problems. The Department of Labour interviewees also noted that the service sec tor had poorl y organised job categories (Interview tape OSH I 17/09/2004) and as suc h involves a multitude of stress factors. for example. rude and dangerous customers and fatigue (7-day operation and shiftwork) in comparison to high-stressed jobs that arc inherently stressful by their nature (e.g. air traffic. ambulance and polici ng).
The question is .. 1rhy "? Could it be that service workers are at ri sk of the "boiled frog .. syndrome -that is. they arc unaware of the impacts of an increas ingly dynamic and stressful working environment on their hea lth and well-being? Perhaps as there is some evidence in both these stud ies and others that there is widespread acceptance by those in the service sector that stress is an integral part of the job· (e.g. shiftwork, long working hours and emotional demands) or as some of the interviewees stated: "it's part of the package" and others described it as a "bum and chum" working environment (Interview tape HR! 06/11 /2004). That is, service workers are expected to tolerate occupational stress and accept that their job is demanding and that they will have to work long and irregular hours.
Another possible explanation for this general tolerance of stress is that in each of the case studies, management tended towards a unitarist approach in managing employment relations. Put simply, under a unitari st style of management, dissidence is not acceptable and disagreements are the result of management's failure to communicate its goals effectively (Biyton and Tumbull, 1998) . The interview data reveals that employees are not expected to challenge managerial decisions or their employer's right to manage; to do so would result in the disapproval by their managers. Nonetheless, this and other studies (for example. Kahn , and Byosiere, 1992; Cartwright et al. 1995 ; Houtman et al. 1998; Bohle et al. 2004; etc) indicate that even the most dedicated and compliant workers have limits and that they are prone to stress-related ill-health and social problems if they are exposed to prolonged stressful working conditions.
A second theme that emerged from the findings is that the coping mechanisms rest almost entirely on the indi vidual and that this se lf-management approach was generally accepted by those interviewed from the case studies. Rather than challenging management over the decisions concerning conditions of work (see Lukes, 1993) . typically indi vidual employees adapted to stressful situations by applying a number of personal strategies that ranged from physiological techniques (deep breathing, etc.) to social support mechanisms. Such strategies are concentrated at the individual level rather than the organisational or industry levels of analysis. This suggests an abrogation of the regulatory duty of care in which the responsibility for health matters rests no longer with the employer. but with the employee.
The prevalence of a close working relationship between employers and employees in the hotel and call centre case studi es suggests that social support may play a critical role in neutralising employees' experience of occupational stress. Given the all consuming aspect of hospitality and call centre work in terms of long and unsocial hours, it is not unusual for work teams to provide a ''second family" for most hospitality and call centre workers. In this sense. the camaraderie in the workplace provides an essential source of motivation, belongingness and support, especially for those who are strong team players, which may in turn strengthen employees' commitment to their organisation in spite of unsatisfactory or stressful working conditions. According to Casey ( 1995; , this ''famil y culture" can be manipulative in nature in which employees are subconsciously drawn into the life of the organisation while subsuming their own personal lives and families. Furthermore, with unitari st style of management, there is a single source of authority (management) and each team or division was unified in a common purpose, namely the success of the team, and ultimately the organisation.
The findings also alluded to other possible coping mechanisms -namely to vacate the job or to take annual holidays. sick leave or leave without pay -once stress levels become intolerable. Most interviewees commented on the high absenteeism rate and the high staff turnover in the hotels and call centres, where it is common for employees to leave their jobs without giv ing notice. However, the service sector. (and in particular the call centre and hotel industries) is notorious for its high rate of casualised labour and it transient working population. Therefore, it would be a misnomer to state that the high staff turnover was entirely the res ult of occupational stress. Nonetheless, one of the possible outcomes of an increase in the rate of stress-related illnesses could be growi ng number of absentees in the future (see Cooper and Cartwright, 1994) . In addition, poor employment conditions associated with this sector have been identified in a number of studies as the primary causes its high employee turnover (Wasmuth and Davis. 1983; Woods and Macaulay. 1991; 1998: Hinkin and Tracey, 2000) . Furthermore. most executive and line managers worked 50 hours or more per week. Comments about the general working conditions in New Zealand -that is. working longer and harder -were frequently mentioned by service workers interviewed. It is estimated that almost 22% of New Zealand workers work more than 50 or more hours per week (Messenger, 2004; Statistics New Zealand. 2004c) . By contrast, in most EU countries. the number of people working 50 hours or more per work remains well under I 0 per cent. with figures ranging from 1.4 per cent in the Netherlands to 6.2 per cent in Greece and Ireland (Messenger, 2004 ) . Although the link between hours worked. ill health and injuries is still debatable, there is growing evidence that working beyond 48 hours a week doubles the risk of coronary heart disease (Wedderbum. 1996; Smith, 1993; 1999; Quinlan and Bohle, 2000; Messenger, 2004 : Gold, 2005 . Similarly, a New Zealand study by O'Driscoll revealed that as daily working hours are increased from eight to 12, there are detrimental effects on health and safety over time (cited Macfie. 1998) . Other New Zealand studies on shift work show that people who cope better are those with well-established community and family support networks, maintained during periods outside work (Wilson, 1995; Rasmussen and Lamm, 2002) .
Inter-personal relationships, particularly the tensions between subcontractors and non-subcontracted employees, were also identified as a source of stress by the employees and managers. The use of subcontractors is an extensive and increasing practice in the hospitality industry (a lthough this common practice was not mentioned by the key stakeholders interviewed). There are a number of studies that shows subcontracted workers in general have higher rates of injury and illness, compared to non-subcontracted workers as they are often required to carry out the more hazardous duties that the host company does not wish to undertake (Quinlan, Mayhcw and Ferris, 1997: Tucker, 2002) .
A fourth theme was that there is a compliance stutus quo in which the management in both the hotels and call centres studies made no special provision to incorporate work-related stress as a workplacc hazard into their existing OSH policies and practices. According to the managers interviewed, stress constituted a minor component of the job and as such they argued that major ch anges are unnecessary because they already have in place adequate health and safety systems and an ·open-door" polic y. However. employees interviewed rcficcted a somewhat contradicto ry perspecti ve of the application of these systems and in particular. the ··open lines of co mmunication". For instance , in the hotel case studies, th e majority of emp loyees interviewed (with the excepti on of the divisional managers who directly report to top management) indicated that it would be very unlikel y that they would approach management with a complaint about their stress levels. The general belief among t employees was that while senior management --\\'en: sympathetic towards their staff, they were not proactive in remedyin g the stressful situations.
In addition, there is a high turnover of line managers, creating constant variations in capabilities and people skill s (and differing leve ls of support) at the supervisory
In shor1. the majority of employees did not consider their superiors suitable to all ev iate the conditions causin g stre ·s. These sentiments. ho\\'c ver. arc juxtaposed with the comments made by ::!3 intcn ·icwces (out of 35) that there is 1nt1matc teamwork and interdepartmental relati onship and that their working envi ronment is very frie ndl y. In addi tion, sc\'en interviewees (out of 35) noted that most senior and line managers arc supporti ve and approachable and that management has an open door poli cy. Such comments could be described as attuned \\'ith the unitarist perspecti,·c. as di sc ussed abo,·c. Such contradictory findings arc supponcd in the literature where a number of studies show th at there is a ureat dea l The other area in whid1 co n1plianec status quo was exhibited was in the lack of awareness of the recen t OSH rcfonns, including the additi on of stress and fatigue. Despite the fact that both hotel case studi es have wellinformed OS H Com mittee meetings. the findings indi cate that hospitality employees, in the main, arc unaware of the legislati ve change and hence were unable to comment substantiall y about such changes. The possible reasons fo r th is low level of awareness amongst the employees interviewed arc: the general luck o/ 1mrker participation unci collectil·e hwg aining arrangements (in which most intcn iewees did not know what was meant by "collective agreement") as well as a weak trade union presence. There is overwhelming evidence that worker participation, collectivism and a strong trade union presence greatly enhances both the leve l of awareness of OSH requirements and the health and safety of employees (Weil, 1991 ; Waiters, 1997) . However, given that both hotel s display a unitarist approach to employment relati ons (that is. trade unions are viewed as an unnecessary intrusion) and the precarious and nonstandard nature of employment in the industry, it is not surprising that these elements are largely absent.
Conclusion
This paper has attempted to expand the level of analysis by incorporating empl oyment relati ons features in its investigation of the compl exi ties of occupational stress within the case studies. As a result of applying an employment relations perspective, a number of interesting aspects have emerged. First, the employees have low to moderate perceived levels of stress and yet there is no evidence that the stress leve ls are decl ining or that their conditions and pay rates are improving to any large extent. Also. the absentee ism and staff turnover rates are high and are increasing. In short. there is no conclusive answer as to why the in terviewed employees perceive their stress levels to be low to moderate. It may be important that, under the unitarist frame of reference, management has a low tolerance to any dissent employees.
Second. although there were some employer initiati ves to reduce or manage workplace stress. copi ng with stress is still essen tial the domain of the individual employee. However, thi s focus on the individual should not preclude a wider examination of workplace stress. That is, the employment fac tors. such as poor working condi tions, the lack of resources. etc., whi ch contribute to stress cannot be overlooked or diminished. Third, it is advocated that it is necessary to move the traditi onal research of occ upati onal stress beyond the narrow con fines of a mono-disciplinary approach with a single level of analysis to a multidisciplinary approach with multiple le vels of analysis that underpins the employment relations perspective. By expanding the purview of the research on occupational stress in the hospitality industry, it will hopefully shed more I ight on the wider factors that contribute to occ upational stress in thi s and other related industries.
Future Research
Whether or not the commodification of "emotional" and "aesthetic" contri butes to heightened level of stress amongst service workers is still unclea r and further research is req uired in thi s emerging area. In addition, there is a need to undertake a more detailed analysis of the OHS condi ti ons of workers not only in the hotel and call centre industries bu t also to expand the investi gation to other service industries.
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